Chapter 15 – Standard Practices and Behavior Questions (Advanced)
1. What is the primary benefit of aligning standard operating procedures with HACCP and fire safety codes?
A) Reducing payroll expenses
B) Minimizing training costs
C) Ensuring legal compliance and protecting health and safety
D) Avoiding customer complaints
2. Which of the following best defines the purpose of standard practices in hospitality?
A) Increasing daily sales targets
B) Preventing customer negotiation
C) Supporting consistency, safety, and professional conduct
D) Reducing beverage waste
3. Professionalism in guest interaction requires staff to:
A) Sit with guests when taking orders
B) Rely on scripts for all communication
C) Maintain a poised demeanor and avoid negative body language
D) Offer discounted items
4. In a service setting, slouching or leaning on furniture may be interpreted by guests as:
A) Relaxed and welcoming
B) A sign of confidence
C) Disinterest or laziness
D) Efficient multitasking
5. A key reason to avoid crossing arms or slouching while on the floor is to:
A) Improve uniform visibility
B) Avoid blocking guest movement
C) Maintain open and approachable posture
D) Stay warm in cool environments
6. Clear enunciation and medium-paced speech are critical because:
A) They reduce order time
B) They increase sales directly
C) They ensure guests can understand over ambient noise
D) They enhance personal style
7. Even when speaking privately among colleagues, inappropriate language should be avoided because:
A) It can offend management
B) It risks staff morale
C) It may be overheard and damage the guest experience
D) It’s unprofessional only in front of guests
8. What is the distinction between civility and servility in service behavior?
A) Civility is rigid and formal; servility is casual
B) Civility is respectful and professional; servility is overly submissive
C) Civility involves humor; servility is humorless
D) Civility is used with VIPs only
9. Which of the following best defines diplomacy in hospitality?
A) Quickly moving guests along
B) Using persuasive tactics to increase tips
C) Handling all guest interactions tactfully and patiently
D) Avoiding eye contact during complaints
10. When handling a guest complaint, what is the first step according to best practice?
A) Offer a refund
B) Repeat the issue to the guest
C) Actively listen without interruption
D) Involve the manager immediately
11. A sincere apology to a guest is most effective when it is combined with:
A) An explanation of policy
B) A defensive tone
C) A calm summary and proposed solution
D) Asking them to wait
12. Why is social awareness essential in guest conflict situations?
A) To sell more premium products
B) To simplify conversation
C) To tailor responses across diverse personalities and cultures
D) To reduce service time
13. What outcome is most likely when staff respond to conflict with empathy and professionalism?
A) Increased tips
B) Escalation of tension
C) De-escalation and guest retention
D) Shortened service time
14. If a team member receives a compliment about their wine knowledge, the correct protocol is to:
A) Ignore it and move on
B) Share the feedback with the sommelier or beverage director
C) Use it to upsell immediately
D) Announce it to all guests
15. In what situation should a manager be immediately informed?
A) A guest orders an expensive bottle
B) A table requests substitutions
C) A serious customer complaint or safety issue arises
D) A reservation is slightly late
16. When is it appropriate to involve a supervisor during guest conflict?
A) When the guest asks for a menu change
B) When the issue cannot be resolved at staff level
C) Whenever the guest complains
D) As a general rule for every complaint
17. Staff punctuality is essential because:
A) It sets a good example
B) The service industry depends on real-time workflow
C) It helps with payroll
D) Guests always arrive early
18. A confident sommelier is most likely to:
A) Recite the wine list
B) Offer cautious suggestions
C) Inspire trust through assured recommendations
D) Defer to the manager
19. How does a lack of self-confidence affect service delivery?
A) It builds rapport
B) It encourages exploration
C) It can lead to lost sales and guest discomfort
D) It shortens the service cycle
20. If a guest appears intoxicated, the correct procedure is to:
A) Ask them to leave immediately
B) Offer a stronger drink
C) Notify management discreetly
D) Ignore unless other guests complain
21. Which element is most important when handling a reservation phone call?
A) Ending the call quickly
B) Using formal scripted language
C) Clear tone, accuracy, and polite demeanor
D) Telling the caller to use online booking
22. Active listening on the phone requires:
A) Asking fewer questions
B) Avoiding guest repetition
C) Full attention and confirmation of key details
D) Redirecting the call to another department
23. A missed detail during phone reservations can most likely result in:
A) A scheduling conflict or guest dissatisfaction
B) A lower service charge
C) An empty table
D) Easier staff shifts
24. A team-oriented work environment is defined by:
A) Competitive upselling
B) Strict role boundaries
C) Proactive mutual support and information sharing
D) Separate performance goals
25. Constructive criticism in the workplace should be:
A) Avoided to prevent conflict
B) Delivered only by management
C) Accepted openly and used for improvement
D) Ignored if it seems minor
26. Why is proactive assistance among staff members encouraged?
A) It reduces payroll needs
B) It allows for longer breaks
C) It enhances efficiency and guest service
D) It meets health inspection standards
27. When taking a message for another staff member, what should be included?
A) First name only
B) A general summary
C) Date, time, caller's name, recipient, and message details
D) Time only
28. Which telephone behavior is discouraged in a professional setting?
A) Warm, clear tone
B) Active listening
C) Placing callers on hold without explanation
D) Confirming reservation details
29. In an emergency situation such as a fire alarm, staff should:
A) Wait for guest instructions
B) Clear their station before leaving
C) Follow established evacuation protocols
D) Direct guests to the bar
30. When guests are leaving, the staff’s final impression should include:
A) A quick goodbye
B) Avoiding eye contact
C) A personalized and polite farewell
D) Clearing the table immediately

Answer Key
1. C
2. C
3. C
4. C
5. C
6. C
7. C
8. B
9. C
10. C
11. C
12. C
13. C
14. B
15. C
16. B
17. B
18. C
19. C
20. C
21. C
22. C
23. A
24. C
25. C
26. C
27. C
28. C
29. C
30. C
